Escalations

This has to be done daily.

Top left button in Service Plus.

Type in EP (WA), change to ‘Trigger Queue’ and company ‘72’ then click ‘GO’

On each record:


De-escalate, reason ‘Management’

If fault will not de-escalate choose Escalate, reason ‘Time’ and assign to your AGS number.

Change ‘Trigger Queue’ to Call Back Queue, change date to xx\xx\01 then click ‘GO’.

Choose ‘Options’ then ‘Close’.

Do the same for ET (SA) with company ’76’

And

   ED (NT) with company ’77’

From MAPS extract the ‘Assigned faults’ from the Outstanding report for non-line control.

In Escalation’s choose all in the appropriate escalation queue and company, find the fault and choose ‘Options’ then ‘Warranty Close’.

If you need to put a fault back to the field that is in Warranty.

Go to the appropriate escalation queue.

Click on a fault that has been assigned to the tester that the fault is assigned to.  Click on ‘FE Queue’.

Choose from the drop down bow ‘Deadline’.

Go to ‘Options’ then ‘Find’.

Type in switch number.

Highlight fault.

Click on requeue.

For WA choose tech and then follow up with Balcatta.

For SA choose lines and then call the resource planners at ST Mary’s.

If you have any problems speak to Charlie Van Bakel. 

